Syllabus for the Barnes & Noble Classic (Phone & Email) course
(continued)

 Web-Cast: Instructor led - 4 hours
Day 11 ' '
e Review Modifying or Canceling an Order
s Review Changing Shipping Address & Email Address
» Review Modifying Shipping Methad
e Review Shippers and Shipping Timeframes
e Homework: Lessons 5.19 - 5.20

Day12
Pre-work: Arisé U - 2 hours
e Related modules and lessons for course need to be completed prior to Webcast; activities must

all be completed and will be reviewed during Webcast.

Module 5: 5.19-5.20

Web-Cast: Instructor led - 4 hours
Day 12
e Review Assisting the Customer with Backorders

e Review Assisting the Customer with Late/Lost Orders
e Homework: Lessons 5.21- 5.23

Day 13.

Pre-work: Arise U - 2 hours

e (SP103
e Getting Ready for Production
e Understanding Performance Metrics and Expectations
« (Contracting with Arise
« Starmatic 2.0
« . Arise Support Resources

Web-Cast: Instructor IE_d <& Watws
e Roleplay




Syllabus for the Barnes & Noble Classic (Phone & Email) course
(continued)

Day 14
Pre-work: Arise U - 2 hours

e Related modules and lessons for course need to be completed priorto Webcast; activities
must all be completed and will be reviewed during Webcast. :

Module 5: Lessons 5.21-5.23

Web-Cast: Instructor led - 4 hours
Day 14

e Review Damaged, Defective, and Wrong Orders
¢ Review Helping Customers with Returns

e Review Replacing Orders - Providing UPS Labels
e Homework: Lessons 5.24 - 5.25

Day 15

Pre-work: Arise U - 2 hours

e Related modules and lessons for course need to be completed prior to Webcast; activities
must all be completed and will be reviewed during Webcast.

Module 5: Lessons 5.24 - 5.25

Web-Cast: Instructor led - 4 hours
e Review Issuing RMAs

e Review Providing Gift Card Assistance
e Homework: Lessons 5.26

10



Syllabus fer the Barnes & Noble Classic (Phone & Email) course
(continued)

Day 16
Pre-work: Arise U - 2 hours
» Related modules and lessons for course need to be completed prior to Webcast; activities

must all be completed and will be reviewed during Webcast.

Lessons 5.26

Web-Cast: Instructor led - 4 hours
Day 16

e BN Textbook Rentals

e Issuing RMAs

e Providing Gift Card Assistance

e Final Exam Review

o Homework: Module 6 Lessons: 6.1 - 6.5

Day 17
Pre-work: Arise U - 2 hours

e Related modules and lessons for course need to be completed prior to Webcast; activities
must all be completed and will be reviewed during Webcast.

Module 6 Lessons: 6.1 - 6.5

Web-Cast: Instructor led - 4 hours

e Réview Membership Program Benefits
® Review Purchasing, Enrolling, and Using
e Review Access, Navigate, and Search

e : Review Reading and Explaining Profiles
e Review Replacing Lost or Stolen Cards -
o Homework: Module 6 Lessons 6.6 - 6.12
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‘Syllabus for the Barnes & Noble Classic (Phone & Email) course
(continued)

Day 18
Pre-work: Arise U - 2 hours

e Related modules and lessons for course need to be completed prior to Webcast; activities
must all be completed and will be reviewed during Webcast. \

Module 6 Lessons 6.6 - 6.12

Web-Cast: Instructor led - 4 hours
Day 18 :
s Review Resolving Expired and Non Working Cards
e Review Refunds and Renewals
e Review Handling Auto Renewals, Cancellations, and Refunds
e Review Need Number and Responding to Other Requests
e Review N[ember Account Self-Maintenance
e Review Kid's Club

e Review Member Final Exam
e Homework: Module 7

Day 19

Pre-work: Arise U - 2 hours

e Related modules and lessons for course need to be completed prior to Webcast; activities
must all be completed and will be reviewed during Webcast.

Module 7

Web-Cast: Instructor led - 4 hours
Day19
¢ Roleplay
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Performance Expectations KPIs Continued

CSP - 101 Blended Delivery
TP

http://www.epathcampus.com/servlets/Campus?disp=PageView&lessonlD=178303 &topi...

Here is the
Scorecard
that shows
the
performance
expectations
for a
particular
client service
opportunity.
Notice that
each
individual
"score" |leads
to points
earned
(weight).

In order for a
Client
Support
Professional
to meet your
Independent
Business's
contractual
minimum
expectation
for servicing
this client
opportunity,
they must
have met the

requirements

for each KPI
and have an
overall
scorecard
"score" of 78
points.

\ (Previous Nextb- =Index =Course Home = Glossary = Reference .= Study Group._=Log Out

Module 4: Contractual Performance Requirements > Performance Metrics and Expectations

Page 1 of 1

Page 15 of 25
Performance Expectations
KPIs Continued
Arise Melrics Measure Weight
Commilment Adherence 95-100% Exceeds 16
[Schedule Adh - Release Ratio) w-9a% Heats 12
<90 tol Neeting Q
Auy <y Exceads i0
3-5% Neets T
5% ot Mezting 0
Ring Mo Amrwer ™ 2 Excoods 13
25 - 4% Waats 3
>4% Mot Meeting Q
Priority Comitmen| 1005 2eets 21
[haurly commitment} < 100% Mot Meeting g
Clicnt Metrles
Average Handle Time < 390 Exceods 26
330-350 Hasts 0
> 350 Hot Meeting 0
Quality <0% Exceeds 21
10-14% Hegls 15
>15% [Not Meeting Q9
[Total Points 160 |
Previous | Next | Index | Course Home | Glossary | Reference | Study Group | Log Out
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Chat Rooms: Certification How to Access Continued Page 2 of 2

specialist
guidance
and the self-
paced
course with
specialist
guidance.

Previous | Next | Index | Course Home | Glossary | Reference | Study Group | Log Out

http://www.epathcampus.com/servlets/Campus?disp=PageView&lesson]D=178286&topi...
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Performance Facilitators Page 2 of 2

are
Independent
Businesses
that have
been
contracted to
serve as
subject
matter
experts on
the client
application.

Previous | Next | Index | Course Home | Glossary | Reference | Study Group | Log Out

T e mmntban e camfeervlete/Cammns?disn=PageViewélessonlD=178286&topi... 12/22/2014






Performance Facilitators Continued Page 2 of 2

performance of
Client Support
Professionals.

« Assist Arise
instructors by
participating in
Client Support
Professional
certification
events.

Previous | Next | Index | Course Home | Glossary | Reference | Study Group | Log Out
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Power Action 1 - Control Background Noises

- See what happens when you cannot control background noises and they disturh
i your business calll

Crying Baby R Dissafis?md cusiomar

“lw Don't i i o e

F‘E)\;JEFACEDH 3 -éonil"bl'Eack.gfuund Nniséé _Powéi' Actio. . 'eio... e Power Actio...
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Power Action 4 - Polite Holding

Make sure that you set expectations for the customer about how long they will be
on hold and let them know when you return you will resolve their concern.

Infarm the customer that thay Informed customar will
will be on hald for 2 minutes. nol get upset

Power Actio... PowerActm PowerAt:o Power Action'd'= Pnlite Haldlng ower Actto. Power Actio...

CSpP 101
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Power Action 5 - Punctuality

Always service the scheduls that you choose. This will ensure that customers are
. not kept walting and other CSPs do not miss out on the hours they want to service.

CS8P slgning up to sorvico from
1:00PM to 5:30PM EST and showing
up to work that time paricd

owerAcho F’ .. PowerAcng. Power Actao Power Action 5= Puncluahty Power Acfio...

CSP 101




Power Action 5 - Punctuality

. See what happens when you sign up but do not show up at the schaduled hour.
' You make the customer wait. Also, another CSP is left distraught because they did

| not get all the hours they wanited that day.

CSP was schaduled to service lrom Gustamer Anothar‘CSP unable to slgn |
] 1pm to 5pm. She is just signing in! kept on hold up lo provide service, i
D Ry L e S P e T O e £ G ey b N e N TR ! o i w
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~» Describs the 7 power actions indiﬁéﬁv&pﬁ being a su‘&cessfu-.
Client Support Professional. © o] i Ry
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CSPID CSP Name
520829 Rice, Matt
520829 Rice, Matt
520829 Rice, Matt
520828 Rice; Matt
520829 Rice, Matt
520829 Rice, Matt
520828 Rice, Matt
520829 Rice, Matt
520829 Rice, Matt

CSP Email

mattarroz@gmail.com
mattarroz@gmail.com
mattarroz@gmail.com
mattarroz@gmail.com
mattarroz@gmail.com
mattarroz@gmail.com
mattarroz@gmail.com
mattarroz@gmail.com
mattarroz@gmail.com

PF Name

Sheryl Holland
Sheryl Holland
Sheryl Holland
Sheryl Holland
Sheryl Holland
Sheryl Holland
Sheryl Holland
Sheryl Holland
Sheryl Holland

PF Email

mattarroz@gmail.com
mattarroz@gmail.com
mattarroz@gmail.com
mattarroz@gmail.com
mattarroz@gmail.com
mattarroz@gmail.com
mattarroz@gmail.com
mattarroz@gmail.com
mattarroz@gmail.com




IB Name

Certified Client Solutions, Llc
Certified Client Solutions, Lic
Certified Client Solutions, Llc
Certified Client Solutions, Llc
Certified Client Solutions, Llc
Certified Client Solutions, Lic
Certified Client Solutions, Llc
Certified Client Solutions, Llc
Certified Client Solutions, Llc

IBO Name

Patricia Rice
Patricia Rice
Patricia Rice
Patricia Rice
Patricia Rice
Patricia Rice
Patricia Rice
Patricia Rice
Patricia Rice

[B Email

arisecyberagent@gmail.com
arisecyberagent@gmail.com
arisecyberagent@gmail.com
arisecyberagent@gmail.com
arisecyberagent@gmail.com
arisecyberagent@gmail.com
arisecyberagent@gmail.com
arisecyberagent@gmail.com
arisecyberagent@gmail.com

Tier 1/CSP

O Qo090 8



Agent/Non Agent
Agent

Agent

Agent

Business
Business

Agent

Agent

Agent

Agent

Category
Positive_Experience
Canned_Response
First_Contact_Resolution
Shipping

Price
Positive_Experience
Positive_Experience
Positive_Experience
Positive_Experience

Sub Category
Positive Score
Too Scripted
Unresolved

LIT

Retail vs. Online
Positive Score
Positive Score
Positive Score
Positive Score



Feedback to IB

Positive OSAT Survey! Thank you!

Email reviewed- Enhancement sent to csp had authentication info

The customer indicated in the comments that the call was not resolved. The call will be reveiwed and additional feedback may be provided by the QA PF.
The comment is not related to the interaction with the CSP.

The comment is not related to the interaction with the CSP.

Positive OSAT Survey! Thank you!

Positive OSAT Survey! Thank you!

Positive OSAT Survey! Thank you!

Positive OSAT Survey! Thank you!



D

94
17

14

28
70
32
21

Survey Respaonse D
69967944
69933023
70021721
70091825
70114267
69984313
69945778
70050663
70093785

Response Time
11/24/2014
11/24/2014
11/26/2014
11/28/2014
11/29/2014
11/25/2014
11/24/2014
11/26/2014
11/28/2014

Customer Email

Created On
-11/22/2014 0:00
11/22/2014 0:00
11/22/2014 0:00
11/27/2014 0:00
11/27/2014 0:00
11/21/2014 0:00
11/22/2014 0:00
11/25/2014 0:00
11/26/2014 0:00



Category/Contact Method

E-Mail
E-Mail
E-Mail
E-Mail
E-Mail
E-Mail
Telephone call
Telephone call
Telephone call

Person Responsible

WIL_MRICE
WIL_MRICE
WIL_MRICE
WIL_MRICE
WIL_MRICE
WIL_MRICE
WIL_MRICE
WIL_MRICE
WIL_MRICE

Subject

Not assigned - Not assigned

Not assigned - Not assigned

Not assigned - Not assigned

Not assigned - Not assigned

Not assigned - Not assigned

B&N Membership - Account Status Inquiry
Not assigned - Not assigned

Not assigned - Not assigned

Not assigned - Not assigned

Case_id

8010046403
8010048470
8010046553
8010083852
8010084465
8010037555
8010048212
8010070800
8010079758

Sampling Variable

~ 00 P 00 OO O 0 W




Category 1

Not assighed
Not assigned
Not assighed
Not assighed
Not assignhed

B&N Membership

Not assigned
Not assigned
Not assigned

Category 2

Not assigned
Not assigned
Not assigned
Not assighed
Not assigned

Account Status Inquiry

Not assigned
Not assigned
Not assigned

Category 3
Not assigned
Not assigned
Not assigned
Not assigned
Not assigned
Auto Renewal
Not assigned
Not assigned
Not assigned



Resolution State Item Category Membership Status Customer lifetime value OrderNumber

Not assigned KY [blank] [blank]
Not assigned OR [blank] [blank]
Not assigned VA [blank] [blank]
Not assigned CA [blank] [blank]
Not assigned IL [blank] [blank]
Opt-Out- With Credit IL [blank] [blank]
Not assigned CA [blank] [blank]
Not assigned MN [blank] [blank]
Not assigned VA [blank] [blank]



SourceData
CRM
CRM
CRM
CRM
CRM
CRM
CRM
CRM
CRM

[HIDDEN] Language Was courteous and professional
English
English
English
English
English
English
English
English
English

10

10

10
10

10 .

Communicated information clearly

10

10

10
10



Understood your issue or request [Phone Only]

Was genuinely interested in helping you [Phane Only]

10

10



Answered your question [Show for All]
10

~N U R B

10

Provided a solution that was easy to complete

10

10
10



Overall satisfaction with this customer service experience

10

10
10
10
10



How could we improve our customer service?

Pay attention to what people send you with their email. All the documents for my situation were attached yet my reply email said they could not help me until | provide
actually foll through and follow up with the customer to be sure the issue is resolved, and not just letting them fire into the dark while waiting for a response that hasn't

Give me information on where my items are
By making your pricing clear and not charging double for an internet order picked up in the store. That is why you have lost my business going forward.



Is there anything you would like to tell us about this experience with customer service?

| wanted help with how to log in to my membership to cancel the automatic renewal. The agent told me that the automatic renewal would be stopped, but I still don't k
| was trying to place an online order and ended up stuck in a loop not able to finalize the order. It ended up being an issue where my member number wasn't tied to my

Still need to know the status of my order



Do you consider your request resolved?
Yes

No

No

No

No

Don't Know/Not Sure

Yes

Yes

No

Which of the following best describes the reason your request is not yet resolved?

[ am still waiting for my credit or return to be processed
Some other reason (Please describe)

[ am still waiting to receive a shipment

Some other reasan (Please describe)

Some other reason (Please describe)

| am still waiting to hear from a 3rd party vendor



Which of the following best describes the reason your request is not yet resolved?:.comment

still waiting to hear a follow up and receive the discount i didn't get when placing my order

overcharge and a bad excuse
time for renewal isn't here yet



What was difficult about navigating the phone menu?



Did you contact Barnes & Noble more than once with this request? Phone: Email: Chat:

Yes Did not use Phone 2 Did not use Chat
No

No

No - ) )

Yes : A

No

No . .

Yes 7} 1

No



Went to the BN store:
Did not visit BN store



[f you could change one thing about your [NOOKVersion], what would it be?



When you first set up the Wifi on your GlowLight, how easy was the process? What did you find difficult about setting up the WiFi?



When you opened your first book, you had the option to view a tutorial on turning pages. How helpful was this?



How could we improve the tutorial to make it more helpful?

How easy is it to browse for books you want to read?



What suggestions do you have to make browsing easier?



Prior to using the device, what was your familiarity using a Samsung Galaxy product?



Have you registered your NOOK account to the Samsung Galaxy Tab 4 NOOK?

Please rate the ease of the set up process on your device.



We'd like to improve on this. What did you find to be difficult?

Did you create User profile(s) on your device?



Did you create child (Restricted) profiles?

Please rate the ease of creating User profiles.

What would have made it easier?



How do you plan to use your Samsung Galaxy Tab 4 NOOK? (Check all that apply)(Reading books)



How do you plan to use your Samsung Galaxy Tab 4 NOOK? (Check all that apply)(Reading magazines)



How do you plan to use your Samsung Galaxy Tab 4 NOOK? (Check all that apply)(Reading newspapers)



How do you plan to use your Samsung Galaxy Tab 4 NOOK? (Check all that apply)(Reading/responding to email)



How do you plan to use your Samsung Galaxy Tab 4 NOOK? (Check all that apply)(Watching movies or videos)



How do you-plan to use your Samsung Galaxy Tab 4 NOOK? (Check all that apply)(Taking/viewing pictures)



How do you plan to use your Samsung Galaxy Tab 4 NOOK? (Check all that apply)(Playing games)



How do you plan to use your Samsung Galaxy Tab 4 NOOK? (Check all that apply)(Online web browsing)



How do you plan to use your Samsung Galaxy Tab 4 NOOK? (Check all that apply)(Viewing personal documents)



How do you plan to use your Samsung Galaxy Tab 4 NOOK? (Check all that apply)(Other: )



How do you plan to use your Samsung Galaxy Tab 4 NOOK? (Check all that apply)(Other: ):comment



How likely is it that you would recommend using NOOK for Windows 8 to a friend?



You indicated that you visited a BN store; please tell us about the help you received.











